‘King Supplies Ltd’
Introduction

2 months ago Jamie Smith  appointed as General Manager of ‘King Supplies Ltd’, based in Reading. Jamie had previously worked as a supervisor at a large building supplier 30 miles north of London. Andy King , the owner of ‘King Supplies Ltd’, was impressed at Jamie’s  past experience in the sector and BA qualification. 

Company Background

‘King Supplies Ltd’ is a supplier of building materials and is based in Reading.
The premises consists of a yard where raw materials such as building sand is kept, a warehouse where timber and large tools are kept, and a store where customers place orders, browse and  buy smaller items such as saws, hammers and nails. 

Andy employs 17 people in all and Jamie has responsibility for all of these staff. These include: 3 Administration staff, 5 Branch Counter (sales) staff, 1 tool hire advisor, 4 Warehouse and Yard assistants, 2 LGV drivers (drivers on the site and who also delivered supplies to customers), a part-time cleaner called Bert. 

Andy has little to do with the day-to-day management of ‘King Supplies Ltd’. As the business has grown Andy has learned to hand over control for certain tasks; devolving such tasks to managers such as Jamie. Andy had issues with the previous General Manager (before Jamie): ‘he was a ‘bad egg’, caused more trouble than anything’ Andy explained to Jamie in his first week of working at  ‘King  Supplies Ltd’. Jamie was a little concerned that this negative experience would influence the control that he would have as manager.

Life at ‘King  Supplies Ltd’ 

Jamie had learned much about the company in his initial two months working there. He was surprised to find that there were no written rules or policies in relation to the way that staff were to act in the workplace, not even in relation to Health and Safety. Within his first week of working at ‘King Supplies’, a Sales Assistant did not show up for work. The next day she explained that she had been ill. ‘Why didn’t you let me know?’ Jamie asked. ‘Didn’t know I had to’ was her answer. 

Jamie was surprised by staff attitudes towards work. Staff appeared bored when there were no customers, and Jamie found himself having to ask staff to tidy up the store instead of talking and playing tricks on one another. It was obvious that staff had ‘favourite’ jobs, and tedious or unpleasant tasks were often ignored. Jamie had begun to think about defining and assigning specific tasks to staff but was unsure about the response he might get so had not thought about this any further.

Jamie was also not impressed with the quality of customer service that his staff were delivering to customers. He wished his staff would try a little harder to answer customer questions, instead staff would often be heard saying ‘I don’t know’, often resulting in the customer leaving without purchasing anything. 
Time seemed to matter little to employees of the organisation. If orders were late being delivered staff treated the issue as very minor. ‘They can wait a few more days’ was a familiar refrain. Jamie was concerned that in the construction sector bad timing wasn’t acceptable; ‘reliability is crucial’ he would tell his staff. 

Jamie had decided to let some of the administrative staff assist him in managerial tasks such as sorting out the end-of-day takings to alleviate the boredom of the tedious routines they were generally expected to follow. To a point, this had proved successful and staff had commented on feeling a little more valued, although some felt that he was trying to manipulate staff into doing harder tasks for no extra pay. 
Staff appeared to get on well together and once Jamie had more clearly divided them into administration, sales and warehouse functions, teams had emerged, however they were certainly not a performing team. He had also taken an interest in encouraging some team spirit, namely with a competition where warehouse staff competed against sales staff to have the lowest absence rates each month. The owner, Andy, was a little uncertain of such activity ‘people come to work to earn money, not to have these silly competitions’ he commented. Jamie believed that people were motivated by more than money.

Communications were not good in the organisation, Andy seemed to keep quiet about everything and so staff did not know how well the company were doing, or the company’s future direction. There were also rumours that peoples jobs were at risk. It transpired that staff felt insecure that a new warehouse worker had not been appointed when the old one left and had seen this as an indication that the company could not afford a replacement. ‘I am a little worried’ commented one of the sales staff, ‘Tim has been telling us all that the company might be struggling’. Jamie had had troubles with Tim before. He had worked there for 4 years and had been convinced that he would become General Manager, ever since Jamie had arrived Tim had been making things difficult for Jamie. Jamie found that Tim tried to control how things were done and made important decisions instead of consulting Jamie; Tim had neither the authority or position power to do this. 

Jamie had added pressure from Andy who was concerned that he would not be able to keep his prices as low as B&Q’s, who as part of a national firm were able to benefit from economies of scale. Andy had asked Jamie to look at where efficiencies could be made; ‘I will get right on with it’ Jamie has reassured Andy. 

Jamie’s  BA had introduced him to principles such as motivation, communication, culture, organisational change, and team working, and although Jamie knew it wouldn’t be easy (‘change never is’ he thought) he hoped to use this knowledge to deal with the issues he faced as a manager at ‘King  Supplies Ltd’.

End of Case Study.

Questions
Outline at least 4 causes of conflict in the case study.

Using the Thomas model of conflict resolution, make some recommendations that could improve relations in the company.

